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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the
work. In the field of information technology, ISO and IEC have established a joint technical committee,
ISO/IECJFET

The procgdures used to develop this document and those intended for its further maintendnce dre
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria,needed for
the differfent types of document should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention|is drawn to the possibility that some of the elements of this document(hiay be the subj¢ct
of patent| rights. ISO and IEC shall not be held responsible for identifying any”or all such pat¢nt
rights. Ddtails of any patent rights identified during the development of the.document will be in the
Introductiion and/or on the ISO list of patent declarations received (see www.iso.org/patents).

Any trad¢ name used in this document is information given for the convénience of users and does 1ot
constitut¢ an endorsement.

For an explanation on the meaning of ISO specific terms and expressions related to conformjty
assessmept, as well as information about ISO’s adherence<to the WTO principles in the Techni¢al
Barriers flo Trade (TBT), see the following URL: Foreword~=.Supplementary information.

The comrittee responsible for this document is ISO/TE'JTC 1, Information technology, Subcommitee
SC 40, IT Yervice Management and IT Governance.

ISO/IEC 20000 consists of the following parts,”under the general title Information technology [—
Service mpnagement:

— Part ]: Service management system réquirements

— Part 2: Guidance on the applicationof service management systems

— Part 3: Guidance on scope definition and applicability of ISO/IEC 20000-1

— Part 4: Process referente)model [ Technical Report]

— Part %: Exemplar implementation plan for ISO/IEC 20000-1

— Part 9: Guidance on the application of ISO/IEC 20000-1 to cloud services [Technical Report]

— Part 10:/Cencepts and terminology [Technical Report]

— Part TI: Guidance on the relationship between ISU/IEC Z0UUU-1:ZUI1 and service management
frameworks: ITIL®Y, [Technical Report]

The following parts are under preparation:
— Part 6: Requirements for bodies providing audit and certification of service management systems

— Part 8: Guidance on the application of service management systems for smaller organizations

1) ITIL® is a registered trademark of AXELOS Limited. ITIL® is an example of a suitable product available
commercially. This information is given for the convenience of users of this document and does not constitute an
endorsement by ISO or IEC of this product.
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— Part 12: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management
frameworks: CMMI-SVC®2) [Technical Report]

2) CMMI® and CMMI-SVC® are registered trademarks of the CMMI Institute. This information is given for the
convenience of users of this document and does not constitute an endorsement by ISO or IEC of this product.
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Introduction

This part of ISO/IEC 20000 can assist readers in relating the requirements specified in
ISO/IEC 20000-1:2011 to supporting text in one of the most commonly used service management
frameworks, ITIL. Service providers can refer to this guidance as a cross-reference between the two
documents to help them plan and implement a service management system (SMS).

A description of the purpose and content of both publications is followed by a table showing high-level
correlations between ITIL and clauses in ISO/IEC 20000-1:2011. Annex A provides a comparison of
terms angefimbensAnnex B arovides inlormation on the 2 alatessrithrequiren:

clauses of ISO/IEC 20000-1:2011.

ISO/IEC [20000-1:2011 is the International Standard for service management and !s$pecif]es
requiremgents which can be used as the basis of a conformity assessment. ISO/IEC 20000-1:2011 can|be
used in different ways, including:

a) as a|source of requirements for service providers on the design, transition, delivery ajnd
imprpvement of services and service management capabilities;

b) to esfablish a consistent approach for an organization to use with all“of its service providefs,
inclugling those in its supply chain;

c) as an|unbiased basis to assess, measure and report service delivey and management capabilit]es
includling performance of specific service management processes;

d) as a|set of criteria for audit and assessment of a serviee provider’s SMS, including servjce
mangdgement processes.

ISO/IEC 20000-1:2011 specifies an integrated process. dpproach when the service provider plaps,
establish¢s, implements, operates, monitors, reviews, maintains and improves a service managemgnt
system (§MS). The services can be delivered to_ifiternal or external customers or a combination|of
both. ISOfIEC 20000-1:2011 requires the application of the methodology known as “Plan-Do-Chedk-
Act” (PDCA) to all parts of the service management system (SMS) and the services. Other parts|of
ISO/IEC 20000 provide supporting guidance:

ITIL is defined in the ITIL Glossary as:

“A set of best-practice publicationsfor'IT service management. Owned by Axelos, ITIL gives guidance on the
provision pf quality IT services,and the processes, functions and other capabilities needed to support thgm.
The ITIL framework is based-oh a service lifecycle and consists of five lifecycle stages (service strately,
service ddsign, service transition, service operation and continual service improvement), each of which Ras
its own sypporting publication. There is also a set of complementary ITIL publications providing guidance
specific to|industry sectors, organization types, operating models and technology architectures. See httpst//
www.axe]os.com /best-practice-solutions/itil for more information.”

AXELOS has,dgreed on the development of this Technical Report. ITIL®, including the ITIL Glossary] is
owned byl AXELOS.

ITIL is organized around a service lifecycle framework and provides detailed guidance gathered from
practical industry experience.

Service providers can implement and improve their SMS using the requirements specified in
ISO/IEC 20000-1:2011, the guidance in the other parts of ISO/IEC 20000 and ITIL. Both ISO/IEC 20000
and ITIL provide guidance to identify, plan, design, deliver and improve services that deliver value to
the business and its customers. A service provider can adopt ITIL processes to enable them to plan,
deliver and manage their services in alignment with the requirements specified in ISO/IEC 20000-
1:2011. Other guidance can also be used to support ISO/IEC 20000-1:2011.

vi © ISO/IEC 2015 - All rights reserved
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Scope

is part of ISO/IEC 20000 is a Technical Report that provides guidance on the relationshig
D/IEC 20000-1:2011 and a commonly used service management framewark;’ ITIL. It ca
any organization or person wishing to understand how ITIL can be used with ISO/IE

specified in ISO/IEC 20000-1:2011 and is seeking guidance, 6n/the use of ITIL to esta3
improve an SMS and the services;

a service provider that already uses ITIL and is seeking guidance on how ITIL can b,

an assessor or auditor who wishes to understand the use of ITIL as support to ad
requirements specified in ISO/IEC 20000-1:20211*

e correlations provided in this part of [ISO/FEG 20000 are for ISO/IEC 20000-1:2011 and IT

huse 5 relates chapters in ITIL to clauses in ISO/IEC 20000-1:2011. The tables in Annex A an
ate terms, clauses and processes in4S0/IEC 20000-1:2011 to ITIL.

Normative references

e following document,in whole or in part, is normatively referenced in this docume
lispensable for its.application. For dated references, only the edition cited applies. For
ferences, the late§t edition of the referenced document (including any amendments) applies

D/IEC 2000Q-=1:2011, Information technology — Service management — Part 1: Service md
ftem requirements

Terms and definitions

between
N be used
C 20000-

aservice provider that has demonstrated or intends to demonstrate.conformity to the reqiiirements

blish and

e used to

support efforts to demonstrate conformity to the requiréments specified in ISO/IEC 20000-1:2011;

hieve the

L-2011.

huse 4 describes how ITIL can supportthe demonstration of conformity to ISO/IEC 2000{0-1:2011.

1 Annex B

nt and is
undated

nagement

For the purposes of this document, the terms and definitions given in ISO/IEC 20000-1:2011 apply.

4

Use of ISO/IEC 20000-1:2011 and ITIL

4.1 Introduction to ISO/IEC 20000-1:2011

ISO/IEC 20000-1:2011 specifies requirements for an SMS that can be used for improvement,

be

nchmarking and as the basis for a conformity assessment of a service provider’s SMS.

ISO/IEC 20000-1:2011, Clause 4, specifies the general requirements for an SMS. In ISO/IEC 20000-
1:2011, Clauses 5 to 9, it specifies the requirements for the service management processes, as

sh

own in Table 1.

© ISO/IEC 2015 - All rights reserved
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Table 1 — Service management processes in ISO/IEC 20000-1:2011

Process group Clause Process

5 Design and transition of new or changed services

Service delivery processes 6

Service-level management
Service reporting
Service continuity and availability management

Budgeting and accounting for services

Capacity management

Information security management

Relationship processes 7

Business relationship management

Supplier management

Resolutiop processes 8

Incident and service request management

Problem management

Control p1

Configuration management

ocesses 9 Change management

Release and deployment mdanagement

ISO/IEC 2
(PDCA) t
how the |
specified

0000-1:2011 requires the application of the methodolegy known as “Plan-Do-Check-A

in ISO/IEC 20000-1:2011, Clauses 5 to 9 and the séryvices.

Plan

£\ Service
{\UManagement
! System

r R

Service
Management

DO 1 | Processes J ...I ACt
- g -
- -
Services
L% i
Check

Ct”

all parts of the service management system (SMS) and the services. Figure 1 illustrates
PDCA methodology can be applied to the SMS, including the service management procesges

Figure 1 — PDCA methodology applied to service management

Figure 2 illustrates an SMS, including the service management processes. The service management
processes and the interfaces between them can be implemented in different ways by different service
providers. The nature of the relationship between a service provider and the customer, the business
objectives and the scope of the SMS will influence how the service management processes are implemented.
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Customers Service Management System (SMS) Customers
(and other (and other
interested Management responsibility Governance of processes interested
parties) operated by other parties parties)
Establish the SMS Documentation management
Resource management
Service ’\ Design and transition of new or changed services ’\ Services
Requirements / /
14 14

Service delivery processes

Service level
management

Capacity management Information security

management

Service continuity and
availability management

Service reporting

Budgeting and
accounting for services

Control processes
Configuration management
Change management
Release and deployment management

Resolution processes
Incident and service request
management

Problem management

Relationship processSes
Business relationship
management

Supplier management

IS
se

methodology enables the service provider tosalign or fully integrate multiple manageme
standards. For example, an SMS can be integrated with a quality management system based on

or

IS
IS

Sp

1:2011 in phases is provided;in ISO/IEC TR 20000-5. Guidance on how to define the sc
SMS and how to determine" applicability to achieve conformity to the requirements sp

IS

pairts of ISO/IEC 20000:'The service provider can also use a combination of other guidance aj

Figure 2 — Service management system

D/IEC 20000-1:2011 supports the integration of\an SMS with other management syste
Fvice provider’s organization. The adoption of an integrated process approach and a P

an information security management system based on ISO/IEC 27001.

D/IEC 20000 contains requirements in ISO/IEC 20000-1:2011 and guidance in oth

ecified in ISO/IEC 20000-1:2011. Guidance on how an organization can implement ISO/IE

D/IEC 20000-1:2011 is, provided in ISO/IEC 20000-3:2012. Guidance is also provided in

ms in the
CA based
t system
IS0 9001

er parts.

D/IEC 20000-2:2012 is an important reference for a service provider implementing the reqiirements

C 20000-
ppe of an
pcified in
the other
d its own

experience. One example of other guidance is ITIL.

Tol demonstratesconformity to ISO/IEC 20000-1:2011, the service provider should implement an SMS

that encompdsses the following:

a)| the SMS general requirements, specified in ISO/IEC 20000-1:2011, Clause 4, demdnstrating
fmanagement commitment, governance of processes operated by other parties, mahagement

£ Jd ot | £ £ TL. H £ H | R | 1o 3
Ul uultullicliitativll dadIiiu lllallasclllclll. Ul TUCOUUILUOS. 1TI1IICOU AC\.iLlll CIIITIILO 1TIICIUUCT UIIT Ul.l ratlon Of
continual improvement of the SMS using the PDCA methodology;

b) management of service lifecycles including the design, development and transition of new services,
changing services, closure of services or transfer of services to others in a controlled manner, as
specified in ISO/IEC 20000-1:2011, Clause 5;

c) for the service management processes specified in ISO/IEC 20000-1:2011, Clause 5 to 9, all
processes should be in place and their documented and measurable performance should
demonstrate conformance with the requirements detailed in these clauses.

© ISO/IEC 2015 - All rights reserved 3
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4.2 Introduction to ITIL

ITIL provides guidance to service providers on the provision of services and on the processes,
functions and other capabilities needed to support the services. ITIL can be used to support the design,
development and implementation of service management processes as part of an SMS.

ITIL is a service management framework based on five ITIL core service lifecycle publications: Service
Strategy, Service Design, Service Transition, Service Operation, and Continual Service Improvement.
Each publication provides part of the guidance to support an integrated approach as required by
ISO/IEC 20000-1:2011.

ITIL does
framewot
should be

ITIL can 1
For exam

organizat

The 26 pr

not contain requirements for use in a conformity assessment because it is a best-prdct
k and implementation should be customized to individual requirements. The useCef*I]
guided by the service provider’s service management policies, objectives and plans.

e adapted to support various business environments, individual organizations-and situatio
ble in larger organizations, a process or function can be performed across many departments
or several functions can be combined into one organizational unit, e.g. the service’desk. In smal
ions one person can perform multiple functions or participate in multipleprocesses.

ocesses and four functions of ITIL are summarized in Table 2.

Table 2 — ITIL lifecycle stages, processes and-functions

ce
IL

1S.

er

Lifecycle

stages

Processes Functions

Service St

rategy

Strategy management for IT seryices
Service portfolio management
Financial management for}T services
Demand management

Business relationship'management

Service D

psign

Design coordination

Service catalogue management
Service-level management
Availability management

Capacity management

IT service continuity management
Information security management

Supplier management

Service Ty

ansition

Transition, planning and support
Change management

Service, asset and configuration management

Release and deployment management
Service validation and testing
Change evaluation

Knowledge management

Service O

peration

Event management Service desk
Incident management Technical management
Request fulfilment IT operations management

Problem management Application management

Access management

© ISO/IEC 2015 - All rights reserved
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Table 2 (continued)

Lifecycle stages Processes Functions

Continual Service Improvement |Seven-step improvement process
(€sn

In ITIL, service reporting is not a process, but an activity to be carried out across many processes.

ITIL guidance covers how to define the roles and responsibilities required to undertake the processes
and activities involved in each lifecycle stage. The processes are primarily covered in connection with

—tfecycle—stage ey-are—used—acrosslifecycte—stages: oV advice—c fping roles
and assigning roles to individuals within an appropriate organization structure of teams)groups or
fupctions. One person can have more than one role.

one TV C ag Ot C O V ag PTrovice Ry O Cre

The ITIL Service Operation publication defines four functions that illustrate how service mapagement
cah work in practice. The other core ITIL publications do not define any functiens in detai| but they
do rely on the technical and application management functions described in\TIL Service (Jperation.
Technical and application management provide the technical resources addyexpertise to support the
whole service lifecycle, and practitioner roles within a particular lifecycle!stage can be performed by
mé¢mbers of these functions.

4.8 Relationship between ISO/IEC 20000-1:2011 and FFIL

ISO/IEC 20000-1:2011 and ITIL are not based on each othler) but they have features in conpmon and
there are relationships between the two. There is a strong correlation between most of the ITIL-2011
gulidance and requirements in ISO/IEC 20000-1:2011, Any differences are generally relatef to their
purpose, format, structure, style and detail.

Uging ISO/IEC 20000-1:2011 and ITIL together:€an support service providers intending to implement
derive the benefits from service managenient.

service providers that wish to dentonstrate conformance with the requirements spgcified in
ISP/IEC 20000-1:2011, ITIL can be a starting point. Implementation teams can take the basic principles
approaches suggested by ITIL.ahd adapt the framework to their service management dbjectives,
organizational structure, existingroles and culture. For example, ITIL is a source for identifying key
performance indicators for prgcesses. As improvements are implemented, the ITIL framewdrk can be
usgd for ideas on measures-and performance indicators to expand the SMS measurement and reporting
capabilities.

A9 ISO/IEC 20000 specifies the critical aspects of service management, it can be used as an|approach
to|navigate through-the critical parts of service management frameworks such as ITIL. This can be
achieved by looking at the ISO/IEC 20000 requirements and guidance then examining [the more
detailed guidance that can be found in the framework(s) of choice. This approach can ther¢fore help
service providers to identify and establish a solid foundation for service management thpt can be
coptinually improved upon. Once the processes have been implemented, the service providel can do a
gap assessment to see what improvements can be implemented.

Service improvement projects can include modifying or updating documented processes. Using the
correlations in the annexes of this part of ISO/IEC 20000, the ITIL framework can be applied to find
an extensive explanation of specific elements of the ISO/IEC 20000-1:2011 processes. By carefully
reviewing and analyzing relevant sections of the ITIL framework, a service provider can better
understand how to design, integrate or improve the ISO/IEC 20000-1:2011 process in question. The
service provider can also use ITIL to consider and prioritize possible improvements to existing practices.

5 High-level correlation of ITIL to ISO/IEC 20000-1:2011 Clauses

A summary of the correlation between the main sections in the ITIL core publications to the
ISO/IEC20000-1:2011 subclauses is shown in Tables 3, 4, 5 and 6. This summary is derived from Annex B.

© ISO/IEC 2015 - All rights reserved 5
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Annex A compares terminology and Annex B provides a correlation of ISO/IEC 20000-1:2011 to ITIL.
The tables do not attempt to show the correlation between every topic in ITIL to ISO/IEC 20000-1:2011.

Process areas and clauses where there is a correlation between ITIL and ISO/IEC 20000-1:2011 clauses
are annotated [+]. Where a correlation is annotated [++] a strong correlation is present. This approach
provides an overall sense of how the two documents are correlated. The different levels of granularity
and structure between ITIL and ISO/IEC 20000-1:2011 mean the correlations are open to different
interpretations. There can be other views on the strength of a given correlation.

There are correlations between ISO/IEC 20000-1:2011 clauses and ITIL process chapters in their titles
(for exampte Rroblemrmanageren & err-Man R
are also

Managem

The morg general requirements specified in ISO/IEC 20000-1:2011, Clause 4 cover the overarching
concepts jof the SMS. The requirements specified in ISO/IEC 20000-1:2011, Clause 5.cover the design
and trans
spread across multiple chapters of the ITIL material. ISO/IEC 20000-1:2011, Clauses’6 to 9 are generally
well corr¢lated to specific process chapters within each of the ITIL core publi€ations.

Some of the specific support for ISO/IEC 20000-1:2011 throughout the {TH: publications is focused|in
the following areas.

a) Al ITIL core publications include the ITIL Glossary. In Annex A,-terms defined in the ITIL Glossqdry
are cpmpared with the terms defined in ISO/IEC 20000-1:2011, Clause 3. Annex A also identif}es
terms defined in the ITIL Glossary and used in ISO/IEC 20000-1:2011 without a special definiti¢n,
but rather, used with their common English dictionary,definitions.

b) Al IT|IL core publications have common chapters with the same content, as listed in Table B.1, that
also generally support ISO/IEC 20000-1:2011, Clause 4.

c) All ITIL core publications have chapters with the same title, but lifecycle stage-specific contept,
such ps the following:

1y
2)

hapter 3 — [Service lifecycle stage] principles;

hapter 6 — Organizing for{service lifecycle stage];

4)
5)

q
q
3) (hapter 7 — Technology, considerations;
(hapter 8 — Implementing [service lifecycle stage];
q

hapter 9 —«Challenges, risks and critical success factors;

NOTE ITIL text in this part of ISO/IEC 20000 is shown in a different font and in italics.

6 © ISO/IEC 2015 - All rights reserved
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Table 3 — High-level correlation of ITIL-2011 and ISO/IEC 20000-1:2011, Clause 4

ITIL Title

ISO/IEC 2000-1:2011 subclause

ITIL Process/Practice?

Management
responsi-
bility

of process

Govern-
ance

operated
by
other
parties

Document
manage-
ment

Resource
manage-
ment

Define
scope

Planb

Doc

Checkd

Acte

4.1

4.2

4.3

4.4

4.5.1

4.5.

2 |4.5.3

4.5.4

4.5.5

Alf core
publica-
tigns

2 Service management
as a practice

++

4.x.4.1 Policies, princi-
ples and basic concepts

-
r\’]/

4.x.6 Triggers, inputs and
outputs

9.3 Critical success
factors

Appendix Risk assess-
ment and management

Sefvice
Styategy

1.1 Overview

++

3 Service strategy
principles

++

4.1 Strategy manage-
ment for IT services

++

++

-+

4.2 Service portfolio
management

4.3 Financial manage-
ment for IT services

4.4 Demand manage-
ment

++

4.5 Business relationship
management

5 Service strategy, gov- |
ernance

strategies

Py

)
and ITSM implement@

++

-+

6 Organizing@ei’vice
strategy (™

++

<
8 Imple@ting service
stra e&go

llenges, risks and
critical success factors

Ser _icec)v
&

3 Service design prin-
ciples

T

41D TR

Aiaatio.

J

4.2 Service catalogue
management

++

4.3 Service-level man-
agement

€ Maintai

d  Monitor and review the SMS.

n and improve the SMS.

¢ Implement and operate the SMS.

a  Process areas and clauses where there is a correlation between ITIL and ISO/IEC 2000-1:2011 clauses are annotated
[+]. Where a correlation is annotated [++}, a strong correlation is present.

b Plan the SMS.

© ISO/IEC 2015 - All rights reserved
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Table 3 (continued)

ISO/IEC 2000-1:2011 subclause

Govern-
ance
Management| of process | Document | Resource Define
ITIL Title | ITIL Process/Practice2 | responsi- operated manage- manage- Planb | Doc |Checkd| Acte
bility by ment ment scope
other
parties
4.1 4.2 4.3 4.4 4.5.1 | 4.5.2 |4.5.3| 4.5.4 |4.5.5

4.4 AVdIlaDpIlity manage-

+ +
ment <O

4.5 Capacity manage- o+ " Q
ment N .('71/
4.6 IT service continuity + h\\+
management (N

4.7 Information security

management * AVQQ) * *

4.8 Supplier manage-

ment ,(<

5 Common service opera- I ( )
tion activities v,

AN
6 Organizing for service + O\\
design

=4
9 Challenges, risks and ﬂ\\
critical success factors O

ya
Appendix C Process N 6<
documentation template

N

Service 3 Service transition \\
Transition | | principles 5\0*

4.1 Transition planning <b
and support \\,Q

4.2 Change management @ + +

4.3 Service asset and A\
D

configuration manage- + \('
ment

4.4 Release and deploy-
ment management

4.5 Service validation Q\ .
and testing ,.&S

4.6 Change evaluz@o}J + +

4.7 Knowled nage-
ment

51 M gg){g people
thr@rvice transi- +
Y&

Maanizina for service

transition

++ + +

9 Challenges, risks and
critical success factors

Service 3 Service operation

Operation |principles * * i

a  Process areas and clauses where there is a correlation between ITIL and ISO/IEC 2000-1:2011 clauses are annotated
[+]. Where a correlation is annotated [++}, a strong correlation is present.

b Plan the SMS.
¢ Implement and operate the SMS.

d  Monitor and review the SMS.

€ Maintain and improve the SMS.
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Table 3 (continued)

ISO/IEC TR 20000-11:2015(E)

ITIL Title

ITIL Process/Practicea

ISO/IEC 2000-1:2011 subclause

Management
responsi-
bility

Govern-
ance
of process
operated
by
other
parties

Document
manage-
ment

Resource
manage-
ment

Define
scope

Planb

Doc

Checkd

Acte

4.1

4.2 4.3

4.4

4.5.1 | 4.5.2

4.5.3

4.5.4

4.5.5

4.1 Lvent management

4.2 Incident manage-
ment

4.3 Request fulfillment

4.4 Problem manage-
ment

4.5 Access management

6 Organizing for service
operation

8 Implementation of
service operation

++

9 Challenges, risks and
critical success factors

Appendix B Communica-
tions in service operation

++

csy

3 Continual service im-
provement principles

++

4.1 The seven-step
improvement process

++

-+

++

5 Continual service
improvement methods
and techniques

-+

++

6 Organizing for continu-
al service improvement

8 Implementing continu-
al service improvement

9 Challenges, risks dnd.
critical success factors

+

d | Monitorand review the SMS.

e | Maintain and improve the SMS.

¢ | Implementand operate the SMS.

a | Process areas and clauses where there is a correlation between ITIL and ISO/IEC 2000-1:2011 clauses ard
[+]. Where a correlation is annotated [++}, a strong correlation is present.

b | Plan the SMS.

annotated

Table 4 — High-level correlation of ITIL-2011 and ISO/IEC 20000-1:2011, Clause 5

ITIL Title

ITIL Process/Practicea

ISO/IEC 20000-1:2011 subclause

General

Plan new
or changed
services

Design

and development

of new or
changed
services

Transition
of new or

changed services

5.1

5.2

5.3

5.4

Service
Strategy

3.4 How to define services

++

4.1 Strategy management for IT Services

© ISO/IEC 2015 - All rights reserved
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20000-11:2015(E)

Table 4 (continued)
ISO/IEC 20000-1:2011 subclause
Design
Plan new and development Transition
ITIL Title ITIL Process/Practice? General or changed of new or of new or
services changed changed services
services
5.1 5.2 5.3 5.4
4.2 Service portfolio management ++
SR for e TS .. <O
4.4 Demand management + ,\'\
4.5 Business relationship management ++ .q>)
Service Desjgn |3.11 Service design principles + ++ r\'\ :
7
4.1 Design coordination ++ ++ (\(3
N4
4.2 Service catalogue management + Q
(@ Dad
4.3 Service-level management At 1/
4.4 Availability management & (+
4.5 Capacity management / C) +
NS \V
4.6 IT service continuity management f'\\ +
. . \J
4.7 Information security management \\% +
4.8 Supplier management (_5\\ +
Appendix A The service design package + Q ++ ++
Appendix B Service acceptance criteria Q
++ ++
(example) \\
Service . . $\\)‘
Transition 4.1 Transition planning and support ,\Q ++ ++
A Y
4.2 Change management \\X+ +
Nad
4.3 Service asset and configuration man- \Q) +
agement 3
4.4 Release and deployment managb@:t ++
4.5 Service validation and I:e\sl:\z@b + ++
N
4.6 Change evaluation C)\ + + ++
4.7 Knowledge mang@(nént
5.2 Managing }ization and stake- "
holder change
53 Sta}af@é; management +
6.3 ;izational context for transition- -
in vice
N
Service 'QA)Z Operation staff involvement in other .
Operation \Q |service lifecycle stages
4.1 Event management
4.2 Incident management
4.3 Request fulfillment
4.4 Problem management
4.5 Access management
CSI 4.1 The seven-step improvement process + ++

a Process areas and clauses where there is a correlation between ITIL and ISO/IEC 2000-1:2011 clauses are annotated [+]. Where a corre-
lation is annotated [++}, a strong correlation is present.

10
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Table 5 — High-level correlation of ITIL-2011 and ISO/IEC 20000-1:2011, Clauses 6 and 7

ITIL
Title

ISO/IEC 20000-1:2011 subclause

ITIL Process/
Practicea

Service

level

manage-

ment

Service
report-
ing

Service
continuity
and
availability
manage-
ment

Budgeting
and
accounting
for services

Capacity
manage-
ment

Informa-
tion
security
manage-
ment

Business
relation-
ship
manage-
ment

Supplier
manage-

ment

6.1

6.2

6.3

6.4

6.5

6.6

71

7.2

Service

3.5 Service strategy

Stfategy

principles — strat-
egies for customer
satisfaction

3.6.2 Service
strategy princi-
ples — Service eco-
nomics — Business
impact analysis

4.1 Strategy manage-
ment for IT Services

4.2 Service portfolio
management

-

4.3 Financial
management for IT
services

++

Z
7%
<

4.4 Demand man-
agement

4.5 Business rela-
tionship management

++

++

6 Organizing for ser-
vice strategy — busi-
ness relationship
management roles

++

'vice
Ddsign

3.7 Service design
principles — Design
aspects

4.1 Design coordi-
nation

4.2 Service cata-
logue management

4.3 Service-level
management N\

++

4.4 Availabili \{an-
agement

++

4.5 @tyman-
ag(r?[y t

++

++

IT service conti-
|huity management

++

++

4.7 Information

security management

4.8 Supplier man-
agement

++

6 Organizing for
service design — sup-
plier management
roles

++

Appendix F Service

catalogue example

++

a  Process areas and clauses where there is a correlation between ITIL and ISO/IEC 2000-1:2011 clauses are annotated
[+]. Where a correlation is annotated [++}, a strong correlation is present.

© ISO/IEC 2015 - All rights reserved
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Table 5 (continued)

ITIL
Title

ITIL Process/
Practice2

ISO/IEC 20000-1:2011 subclause

Service
level
manage-
ment

Service
report-
ing

Service
continuity
and
availability
manage-

Budgeting
and
accounting
for services

Capacity
manage-
ment

Informa-
tion
security
manage-

Business
relation-

ship

manage-

Supplier
manage-
ment

ment ment

ment

6.1 6.2 6.3 6.4 6.5 6.6 71 7.2

Appendix G Sample
S:‘JZVICG-IGVel agree-

nt and operational
leyvel agreement

++

(@

Appendix1 Exam- .’L
ple of the contents '\ ‘
ofla statement of

rdquirements and/or
vitation to tender

2

++

—

bpendix K Typical
ntents of a recov-
plan

++

o QX

Service
Transi-
tion

1 Transition plan-
Ing and support + <

\
O\

S =

N

? Change manage-
ment

o

3 Service asset
d configuration +
lanagement

Ox

K. Release and
ployment manage-
lent

++

5 Servicevalidation
d testing

FEENEEERNEEEN

b Change evaluation +

7 Knowledge man-
ement

TS

Service |4)1 Event manage-
Opera- |ment
tion (

++ ++

? Incident man-
hement

3 Request fulfill-
lent

Y Problem m@)\ .
jement

o

5 Ac nage- . .
ety

nkn‘(ﬂx B.9

Communication with
users and customers

QN

++ ++

K

++

++

FENEENYEES

.

++

csI 4.1 The seven-step

; ++
improvement process

5.7 CSI methods and
techniques — Service
reporting

++

5.8 CSIand other
service management +
processes

a  Process areas and clauses where there is a correlation between ITIL and ISO/IEC 2000-1:2011 clauses are annotated
[+]. Where a correlation is annotated [++}, a strong correlation is present.
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Table 6 — High-level correlation of ITIL-2011 and ISO/IEC 20000-1:2011, Clauses 8 and 9

ISO/IEC 20000-1:2011 subclause

Incident and Change Release
. Problem Configuration g and deploy-
service request manage-
management management | management ment ment
[++] [++] management
[++] [++] [+4]

ITIL Title ITIL Process/Practice

8.1 8.2 9.1 9.2 9.3

Service

Strategy 4.1 Strategy management for IT Services

4.2 Service portfolio management <Q

4.3 Financial management for IT ser-
vices

T 0
4.4 Demand management '\\

4.5 Businessrelationship management

N
[Other ITIL topics] Q

Sepvice 4.1 Design coordination Q_
Dgsign A

4.2 Service catalogue management )

2

4.3 Service-level management

\
4.4 Availability management C O

4.5 Capacity management k\J

4.6 IT service continuity management by O

4.7 Information security management /)C

. X
4.8 Supplier management ‘\\

[Process area cross-reference]

o>
[Other ITIL topics] ,&K)

Selvice

Triansition 4.1 Transition planning and suppgie +

)
4.2 Change management <O + + it

++

. N
4.3 Service asset and coéy.uratzon
management \\

—
4.4 Release and @onment man-
agement N o,

++

)
4.5 Servi?e'@}dation and testing ++ ++

e
4.6 Eh@@e evaluation ++

\0
owledge management

}pendixA Description of asset types ++

Se| "vicegi)v\\

0fer: 4.1 Event management ++

&

42 Jncidaopnt peonaagrmont .

4.3 Request fulfillment ++

4.4 Problem management ++ ++

4.5 Access management

[Process area cross-reference][++]

[Other ITIL topics][+] +

CSI 4.1 The seven-step improvement process + +
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Annex A
(informative)

Correlation of ISO/IEC 20000-1:2011 to ITIL Terms and definitions

This Annex provides a comparison of the terms and definitions used in ISO/IEC 20000-1:2011 and

those in ITIL-2011 Glossary. This comparison is shown in Table A.1 below.

Most terms in ISO/IEC 20000-1:2011 are undefined. In accordance with ISO Directives, undefinediterms

use their common English dictionary definitions. This use of common English dictionary definitions

—n

n

ISO/IEC 20000-1:2011 facilitates understanding and translation across many languages and culturfs.

The corrdlation of terms in ISO/IEC 20000-1:2011 used with a common English dictionary definition

terms spdgcially defined in the ITIL Glossary is in Table A.2.

to

The definjtions in the ITIL Glossary often refer to Information Technology Service Management (ITSM),

whereas
general. T

the definitions in ISO/IEC 20000-1:2011 are worded to apply té\service management
he brackets in the sentence [This term is not defined in the ITIL Glossary] in Table A.1 dre

used whefe a term is not defined in ITIL.

The ITIL

definition
found in ISO documents.

in

Glossary often includes extended explanations of conCepts and practices following the
initial definition. Table A.1 includes as much of the explanation as is relevant to the comparison

of

s. Quotations from ITIL are exact and include some ‘Wses of “must”, which is not normally

The capifalization of ISO/IEC 20000-1:2011 text issbased on normal ISO editorial rules. The

capitalization of ITIL text is that used in ITIL. ITIL textis shown in a different font and in italics.

Fable A.1 — Correlation of ISO/IEC 20000-1:2011 terms to ITIL Glossary terms

ISO/IHC 20000-1:2011, Clause 3

ITIL Glossary

Commentary

3.1
availability

ability of 4 service or service compadnent
to perform its required function at an

agreed ingtant or over an agreed,period
of time

Note 1 to entry: Availability is normal-
ly expresged as a ratio)or percentage

of the timg that the"Service or service
componenjt is actually available for use
by the cuqtomer to the agreed time that
the service'should be available.

availability

Ability of an IT service or other con-
figuration item to perform its agreed
function when required. Availability is
determined by reliability, maintaina-
bility, serviceability, performance and
security. Availability is usually calculat-
ed as a percentage. This calculation is
often based on agreed service time and
downtime. It is best practice to calculate
availability of an IT service using meas-
urements of the business output.

The definitions have the
same meaning but different
wording is used. ITIL also
gives information that it is
good practice to use meas-
urements of the business
output.

3.2
configuration baseline

configuration information formally
designated at a specific time during a
service or service component’s life

Note 1 to entry: Configuration base-
lines, plus approved changes from those
baselines, constitute the current config-
uration information.

[SOURCE: ISO/IEC IEEE 24765:2010]

configuration baseline

The baseline of a configuration that has
been formally agreed and is managed
through the change management pro-
cess. A configuration baseline is used as
a basis for future builds, releases and
changes.

The two definitions have the
same meaning but differ-
ent wording is used. ISO/
IEC 20000-1:2011 defines
the configuration baseline
by its formal designation

at a specific point in time.
The ITIL definition links the
baseline to the change man-
agement process and gives
information about how the
baseline is used.

a  Withdrawn.
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Table A.1 (continued)

ISO/IEC TR 20000-11:2015(E)

ISO/IEC 20000-1:2011, Clause 3

ITIL Glossary

Commentary

3.3
configuration item
Cl

element that needs to be controlled in
order to deliver a service or services

configuration item

Any component or other service asset
that needs to be managed in order to
deliver an IT service. Information about
each configuration item is recorded

in a configuration record within the
configuration management system and

The definitions have the
same meaning but different
wording is used. ITIL refers
to a configuration manage-
ment system, a concept that
is not referred to in the ISO/
IEC 20000-1:2011 definition

for-this-term—tTHralso gives

is maintained throughout its lifecycle by
service asset and configuration manage-
ment. Configuration items are under the
control of change management. They
typically include IT services, hardware,
software, buildings, people and formal
documentation such as process docu-
mentation and service-level agreements.

information on How config-
uration items-are uped and
examples of CIs.

3.
cm£1figuration management database
CMDB

ddta store used to record attributes of
cdnfiguration items, and the relation-
sHips between configuration items,
thiroughout their lifecycle

configuration management database.

(CMDB)

A database used to store configuration
records throughout their lifecycle. The
configuration management system

The definitions havle the
same meaning but dlifferent
wording is used. THe ITIL
definition points oyt that

CMDB in a configurfation

maintains one or more configuration
management databases, and each
database stores attributes of configura-
tion items, and¢elationships with other
configuration.items.

there can be more ‘]élan one

management syste

3.p
cqntinual improvement

refcurring activity to increase the ability
tolfulfil service requirements

[SOURCE: ISO 9000:2005]

continual.service improvement

Continual service improvement ensures
thatservices are aligned with changing
business needs by identifying and im-
Plementing improvements to IT services
that support business processes.

The meaning is the|same but
with one differencq. The ITIL
definition explainsmore of
what is to be done. [lhe ISO/
IEC 20000-1:2011 dlefinition

is adapted from ISQ 9000

to facilitate consistency be-

tween managemen

system

standards as well af integra-
tion of an SMS and § Quality
Management systein (QMS).

3.p
cqrrective action

adtion to elimifiate the cause or reduce
thle likelihoed(of recurrence of a detect-
ed nonconfermity or other undesirable
sifuation

[SPURCE: 1SO 9000:2005]

[This term is not defined in the ITIL
Glossary.]

The term ‘correctivie action’
isused in ITIL with|the same

meaning but not deffined in

the ITIL Glossary.

a  Withdrawn.
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organization or part of an organization
that receives a service(s)

Note 1 to entry: A customer can be
internal or external to the service pro-

Someone who buys goods or services.
The customer of an IT service provider
is the person or group who defines and
agrees the service-level targets. The
term is also sometimes used informally
to mean user, for example, “This is a

Table A.1 (continued)
ISO/IEC 20000-1:2011, Clause 3 ITIL Glossary Commentary
3.7 customer The meaning is the same
customer except for one difference.

The ITIL definition speci-
fies buying services but the
ISO/IEC 20000-1 definition
specifies receiving servic-
es. The ITIL framework

vider’s or ganization-

[SOURCE:|ISO 9000:2005]

customer-focused organization.”

TTrererreraeeDeTw e et

customer as the entity that]
buys goods and services
and agrees to service;level
targets, and the ififormal
use of the word,“customer’
to refer to user(s). Further,
the ISO/IEC20000-1:2011
definition’'refers to organi-
zation, whereas ITIL refers
to'person or organization
purchasing the service.

documenjt
informati

EXAMPLH Policies, plans, process
descriptidns, procedures, service-level
agreemenfts, contracts or records.

bn and its supporting medium

Note 1 to
be in any

bntry: The documentation can
orm or type of medium.

Note 2 to e¢ntry: In ISO/IEC 20000,
documents, except for records, state the
intent to he achieved.

[ISO 9000;:2005]

document

Information in readable form. A doc-
ument may be paper or electronie, for
example, a policy statement, Gervice-lev-
el agreement, incident recard or diagram
of a computer room layout.

The definitions have the
same meaning but different
wording is used.

3.9
effectiveness

extent to which planned activities are
realized ajpd planned results,achieved

[SOURCE:[ISO 9000:2005]

effectiveness

A measure of whether the objectives of
a process, service or activity have been
achieved. An effective process or activity
is one that achieves its agreed objectives.

The definitions have the
same meaning but different
wording is used.

a  Withdrawn.
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Table A.1 (continued)

ISO/IEC 20000-1:2011, Clause 3

ITIL Glossary

Commentary

3.10
incident

unplanned interruption to a service, a
reduction in the quality of a service or
an event that has not yet impacted the
service to the customer

incident

An unplanned interruption to an IT ser-
vice or reduction in the quality of an IT
service. Failure of a configuration item
that has not yet affected service is also
an incident, for example, failure of one
disk from a mirror set.

The definitions for incident
have the same meaning but
different wording is used.

The word “event” is used in
the ISO/IEC 20000 definition
in the normal English dic-
tionary usage. In ITIL, event

event

A change of state that has significance
for the management of an IT service or
other configuration item. The term is
also used to mean an alert or notifica-
tion created by any IT service, configu-
ration item or monitoring tool. Events
typically require IT operations personnel
to take actions, and often lead to ingi-
dents being logged.

or notification creafted by
any IT serviee, confliguration
item or monjtoring|tool.

is also used to mea%: an alert

3.1
information security

prleservation of confidentiality, integrity

arjd accessibility of information

Note 1 to entry: In addition, other prop-

erfties such as authenticity, accountabil-
ity, non-repudiation and reliability can
alfo be involved.

Note 2 to entry: The term “availability”
hds not been used in this definition
bdcause it is a defined term in this part
of{ISO/IEC 20000 which would not be
agpropriate for this definition.

[SDURCE: ISO/IEC 27000:2009]2

[This term is not defined in the JTIL
Glossary.]

There is no matching defi-
nition in ITIL. How¢ver,
information securify man-
agement is definedfas “The
process responsible [for ensur-
ing that the confidentiality,
integrity and availapility of an
organization’s assetfs, infor-
mation, data and IT|services
match the agreed ngeds of the
business. Informatidn security
management suppofrts busi-
ness security and hds a wider
scope than that of the service
provider, and includps han-
dling of paper, buildfng access,
phone calls, etc. for the entire
organization.”

3.12
information security\incident

single or a series,of-unwanted or un-
eypected inforfation security events
thiat have asignificant probability of
cdmpromising business operations and
thireaténing information security

[SPURCE: ISO/IEC 27000:2009]2

[This term is not defined in the ITIL
Glossary.]

There is no matching defini-
tion in ITIL. See “incident” in
this table.

a  Withdrawn.
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Table A.1 (continued)

ISO/IEC 20000-1:2011, Clause 3

ITIL Glossary

Commentary

3.13
interested party

person or group having a specific inter-
est in the performance or success of the
service provider’s activity(ies)

EXAMPLE Customers, owners, man-

Baarladn-tha exzi

stakeholder

A person who has an interest in an
organization, project, IT service, etc.
Stakeholders may be interested in the
activities, targets, resources or delivera-
bles. Stakeholders may include custom-
ers, partners, employees, shareholders,

The definitions have the

same meaning but different

wording is used.

agement, }
er’s organfization, suppliers, bankers,
unions or [partners.

o AL
COpPTICTI T eSSt v ICCpTrovTItr

Note 1 to
an organi
than one

[SOURCE:

bntry: A group can comprise
ration, a part thereof, or more
rganization.

[SO 9000:2005]

owners, etc.

3.14
internal group

part of thg
zation th
agreeme
to contrib|
delivery a
or serviceg

service provider’s organi-
enters into a documented
with the service provider
te to the design, transition,
d improvement of a service

Note 1 to g¢ntry: The internal group is
outside thie scope of the service provid-
er’s SMS.

[This term is not defined in the ITIL
Glossary.]

There i$no matching defin
tiondm ITIL.

3.15

known exror

known error

A problem that has a documented root

The meaning is the same
except for one difference.

group of geopl€ and facilities with an
arrangement.of responsibilities, author-
itiesand o

lationshing
¥

A company, legal entity or other institu-
tion. The term is sometimes used to refer
to any entity that has people, resources

andbudaets for ovamnlo o nyraojoct o
Jd 7] [ afatd r J

wording is used.

problem that has an identified root cause andia workaround. Known errors The ITIL definition has a rdot
; cause and a workaround;
cause or amethod of reducing or are cregted and managed throughout
R B : IR the ISO/IEC 20000-1:2011

eliminating its impact on a service by their lifecycle by problem management. o

. : ; o definition has a root cause pr
working around it Known errors may also be identified by

. a workaround.
development or suppliers.

3.16 [This term is not defined in the ITIL The term ‘nonconformity’ is
nonconformity Glossary] used in ITIL, but not definefd
non-fulfilinent of a requirement in the ITIL Glossary.
[SOURCE:|ISO 9000:2005]
3.17 organization The definitions have the
organization same meaning but different

EXAMPLE Company, corporation, firm,
enterprise, institution, charity, sole
trader, association, or parts or combina-
tion thereof.

Note 1 to entry: The arrangement is
generally orderly.

Note 2 to entry: An organization can be
public or private.

[SOURCE: IS0 9000:2005]

business unit.

a  Withdrawn.
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Table A.1 (continued)

ISO/IEC 20000-1:2011, Clause 3

ITIL Glossary

Commentary

3.18
preventive action

action to avoid or eliminate the causes
or reduce the likelihood of occurrence
of a potential nonconformity or other
potential undesirable situation

[This term is not defined in the ITIL
Glossary.]

There is no matching defini-
tion in ITIL.

root cause of one or more incidents

Note 1 to entry: The root cause is not
uqually known at the time a problem
record is created and the problem
mpnagement process is responsible for
further investigation.

A cause of one or more incidents. The
cause is not usually known at the time a
problem record is created, and the prob-
lem management process is responsible
for further investigation.

[SPHREEASS-9608:-2605]
3.19 problem The definitionsthavle the
problem same meanjing but dlifferent

wording is used.

3.po0
procedure

specified way to carry out an activity or
a process

[SDURCE: 1SO 9000:2005]

NOQTE Procedures can be documented

procedure

A document containing steps\that specify
how to achieve an activity\Procedures
are defined as part of processes.

In both ISO/IEC 20000-
1:2011 and ITIL, prpcedures
are a specific way tp carry
out the activities that are
part of a process. I} ISO/
IEC 20000-1:2011, proce-
dures can be documented or
not. In ITIL, proce%res are

sett of interrelated or interacting ac-
tiyities which transforms inputs into
oytputs

[SOURCE: ISO 9000:2005]

A struetured set of activities designed to
accomplish a specific objective. A process
takes one or more defined inputs and
turns them into defined outputs. It may
include any of the roles, responsibilities,
tools and management controls required
to reliably deliver the outputs. A process
may define policies, standards, guide-
lines, activities and work instructions if
they are needed.

orjnot. defined as documents.
3.p1 process The definitions are|similar
p1jocess but ITIL calls for the process

to support the accomplish-
ment of a specific opjective.
ITIL mentions that p process
has objectives and flso de-
fines the different Jompo-
nents identified by p process.

3.R2
rdcord

ddcument stating results achieved or
prjoviding-eévidence of activities per-
fofmed

EXAMPLE Auditreports, incident

record

A document containing the results or

other output from a process or activity.
Records are evidence of the fact that an
activity took place and may be paper or

electronic, for example, an audit report,
anincident record aorthe minutes nfn

The definitions havle the
same meaning but dlifferent
wording is used.

reports, training records or minutes of
meetings.

[SOURCE: ISO 9000:2005]

meeting.

a  Withdrawn.
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collection of one or more new or
changed configuration items deployed
into the live environment as a result of
one or more changes

One or more changes to an IT service
that are built, tested and deployed
together. A single release may in-
clude changes to hardware, software,
documentation, processes and other
components.

Table A.1 (continued)
ISO/IEC 20000-1:2011, Clause 3 ITIL Glossary Commentary
3.23 release The definitions have the
release same meaning but differ-

ent wording is used. ISO/
IEC 20000-1:2011 refers to
arelease as a collection of
modified CIs, while ITIL re-
fers to a collection of chang-

ST T et STiroT

concepts being defined,

3.24
request for change

proposal for a change to be made to a
service, sgrvice component or the SMS

Note 1 to e¢ntry: A change to a service
includes the provision of a new service
or the renjoval of a service which is no
longer required.

request for change
(REC)

A formal proposal for a change to be
made. It includes details of the proposed
change, and may be recorded on paper
or electronically. The term is often
misused to mean a change record, or the
change itself.

The definitions have,the
same meaning but different
wording is used:

3.25
risk

effect of ujncertainty on objectives

Note 1 to g¢ntry: An effect is a deviation
from the g¢xpected—positive and/or
negative.

Note 2 to g¢ntry: Objectives can have dif-
ferent asplects (such as financial, health
and safety, and environmental goals)
and can apply at different levels (such
as strategjfic, organization-wide, project,
product ahd process).

Note 3 to e¢ntry: Risk is often charac-

terized byl reference to potential events
and consejquences, or a combination of
these.

Note 4 to e¢ntry: Risk is often expressed
in terms df a combination of fhe‘conse-
quences of an event (includes changes
in circum$tances) and the,associated
likelihood of occurrefice:

[SOURCE:|ISO 31000:2009]

risk

A possible event that could cause harim
or loss, or affect the ability to achieve
objectives. A risk is measured-by the
probability of a threat, the yulnerabil-
ity of the asset to that threat, and the
impact it would havefit'occurred. Risk
can also be defined:as uncertainty of
outcome, and can.be used in the context
of measuring.the probability of positive
outcomes as\wwell as negative outcomes.

The definitions have the
same meaning but different
wording is used.

3.26
service

service

Amoanc ofdolivorina vualiio o cuctaomors
J

The definitions have the
same meaning but differeng

means of delivering value for the cus-
tomer by facilitating results the custom-
er wants to achieve

Note 1 to entry: Service is generally
intangible.

Note 2 to entry: A service can also be
delivered to the service provider by a
supplier, an internal group or a custom-
er acting as a supplier.

by facilitating outcomes customers want
to achieve without the ownership of spe-
cific costs and risks. The term ‘service’
is sometimes used as a synonym for core
service, IT service or service package.

wording 1s used.

a  Withdrawn.
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Table A.1 (continued)

ISO/IEC 20000-1:2011, Clause 3

ITIL Glossary

Commentary

3.27
service component

single unit of a service that when com-
bined with other units will deliver a
complete service

EXAMPLE Hardware, software,

component

A general term that is used to mean one
part of something more complex. For ex-
ample, a computer system may be a com-
ponent of an IT service; an application
may be a component of a release unit.
Components that need to be managed

The definitions have the
same meaning but different
wording is used.

topls-appheations-decurentation;
information, processes or supporting
services.

Note 1 to entry: A service component
can consist of one or more configuration
items.

should be configuration items.

[The term service component is not
defined in the ITIL Glossary.]

3.p8
sdrvice continuity

cdpability to manage risks and events
thiat could have serious impact on
services in order to continually deliver
sefrvices at agreed levels

[This term is not defined in the ITIL
Glossary.]

There is no matchi
tion in ITIL. However, service
continuity management is
defined as ‘The progess re-
sponsible for manadling risks
that could seriously|affect IT
services. Service conftinuity
management ensurds that the
IT service provider ¢an always
provide minimum agreed
service levels, by reducing the
risk to an acceptablp level and
planning for the recpvery of
services. Service conftinuity
management suppofts busi-
ness continuity manjagement.’

3.R9
sdarvice-level agreement
SKA

ddcumented agreement between the
sefrvice provider and customeithat
idpntifies services and service targets

Note 1 to entry: A service:level agree-
mepnt can also be established between
the service providér and a supplier, an
infernal group ora-customer acting as a
supplier.

Note 2 to entry: A service-level agree-
ment can'be included in a contract or
arjothertype of documented agreement.

sérvice-level agreement
{SLA)

An agreement between an IT service
provider and a customer. A service-lev-
el agreement describes the IT service,
documents service-level targets, and
specifies the responsibilities of the IT
service provider and the customer. A
single agreement may cover multiple IT
services or multiple customers.

The meaning is the|same
except for one diffefrence.
The ITIL definition|includes
responsibilities in ghe con-
tent of the SLA.

The notes for the [0/

IEC 20000-1:2011 dlefinition
indicate that an SLA can be
established betwedn other
parties than the sefvice pro-
vider and customei}.

3.30
service management

set of capabilities and processes to
direct and control the service provider’s
activities and resources for the design,
transition, delivery and improvement
of services to fulfil the service require-
ments

service management

A set of specialized organizational capa-
bilities for providing value to customers
in the form of services.

The definitions have the
same meaning but different
wording is used.

a  Withdrawn.
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service management system
SMS

management system to direct and con-
trol the service management activities
of the service provider

The framework of policy, processes,
functions, standards, guidelines and
tools that ensures an organization or
part of an organization can achieve its
objectives. This term is also used with
a smaller scope to support a specific

Table A.1 (continued)
ISO/IEC 20000-1:2011, Clause 3 ITIL Glossary Commentary
3.31 management system “Management system”, as

defined in Note 1 of ISO/
IEC 20000-1:2011, 3.31,
has the same meaning as
management system in the
ITIL Glossary, but different
wording. The ITIL Glossary

that mangges and delivers a service or
services tp the customer

Note 1 to e¢ntry: A customer can be
internal of external to the service pro-

Note 1 to eptry—A-manasementSsysten — I definition-appHes-the-term

. : 4 _|process or activity, for example, an event |. »

is a set of Interrelated or interacting ele manaagement svstem or risk manaae- management system” to

ments to gstablish policy and objectives mentf stem 4 9 processes and activities

and to acHieve those objectives. 4 ’ as well as to organizations

i ) . [The term “service management sys- |being managed.

Note. 2 to pntry: The SMS. 1pclude§ all tem” is not defined in the ITIL Glossa-

service mpnagement policies, objec- ry]

tives, plarls, processes, documentation Y.

and resoufrces required for the design,

transitiOr{ldelivery and improvement of

services and to fulfil the requirements

in this paft of ISO/IEC 20000.

[SOURCE:|ISO 9000:2005]

3.32 service provider The definitions have the

service provider N . \ same meaning but differ-
An organization supplying seryices to ent wording is used. 180/

organizatjon or part of an organization |one or more internal customérs or exter- & '

nal customers. Service provider is often
used as an abbreviationor IT service
provider.

IEC 20000-1:2011 does not
limit service providers to IT
service providers.

ITIL defines a generic service
provider and separately,

service r¢quest

request fgr information, advicésaccess
to a servide or a pre-approved.change

A formal request from a user for some-
thing to be provided, for example, a re-
quest for information or advice; to reset
a password; or to install a workstation
for a new user. Service requests are man-
aged by the request fulfilment process,
usually in conjunction with the service
desk. Service requests may be linked to

a request for change as part of fulfilling

the reguest.
1

vider’s organization. . . . )
IT service proyider specific types of service prp-
. . . vider, although it acknowl-
A service-provider that provides IT ser- d ’ hat “ 501 iddr”
vices todhternal or external customers. |- 2o> that "service provider
" |is sometimes used as an
abbreviation of “IT service
provider”.
3.33 service request The definitions are similar

except for one difference.
The ITIL definition states
that service requests are
managed by the request
fulfilment process; the ISO
IEC 20000-1:2011 definitidn
does not give this detail.

3.34
service requirement

needs of the customer and the users of
the service, including service-level re-
quirements, and the needs of the service
provider

requirement:

A formal statement of what is needed,
for example, a service-level requirement,
a project requirement or the required
deliverables for a process.

[The term service requirement is not
defined in the ITIL Glossary.]

The ISO/IEC 20000-1:2011
definition equates a service
requirement with a need.
The ITIL definition equates
arequirement with a formal
statement of a need and
covers requirements for
processes and deliverables
as well as services.

a  Withdrawn.
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Table A.1 (continued)

ISO/IEC 20000-1:2011, Clause 3 ITIL Glossary Commentary
3.35 supplier The meaning is the same
supplier with one difference. The ISO/

A third-party responsible for supplying
organization or part of an organization |goods or services that are required to
that is external to the service provider’s |deliver IT services. Examples of suppliers
organization and enters into a contract |include commodity hardware and soft-
with the service provider to contribute |ware vendors, network and telecom pro-
to the design, transition, delivery and  |viders, and outsourcing organizations.
inprovement of a service or services or
prjocesses

IEC 20000-1:2011 defini-
tion states that there is a
contract; the ITIL definition
does not mention a contract.

Note 1 to entry: Suppliers include
dgsignated lead suppliers but not their
sybcontracted suppliers.

3.B6 [This term is not defined in the ITIL There is no matching defini-
top management Glossary.] tion in ITIL.

pdrson or group of people who direct
ar]d control the service provider at the
highest level

[SOURCE: ISO 9000:2005]

3.87 transition The meaning is simfilar in

trpnsition . . that both refer to ajchange
A change in state, cortesponding to a . .

R . . . in status, but the sdope is

adtivities involved in moving a new movement of an IT service or other con- | ;.
. ! . S : different as ISO/IE€ 20000-

or{changed service to or from the live |figuration item{from one lifecycle status | :

. 1:2011 refers to a change in
erjvironment to the next.

environment, whergas ITIL
refers to a change i lifecycle
status, which includles a
change in environnjent.

a | Withdrawn.

le A.2 lists terms defined in ITIE~2011 Glossary that appear in ISO/IEC 20000-1:2011, bfsit are not
specifically defined there. These‘terms are not defined in ISO/IEC 20000-1:2011, as they us¢ common
English dictionary definitions; The ITIL definitions can be useful to service providers establishing
improving an SMS. Mast of the ITIL definitions have the same meaning as the term used in
ISP/IEC 20000-1:2011. ‘However, some dictionary definitions can differ from the specialized ITIL
definitions. For example, “impact” and “resources”.

Table A.2 — ITIL Glossary terms in ISO/IEC 20000-1:2011

I1S0/1EC 20000-1:2011
(pse asdefined n the ITIL term defined in the ITIL Glossary
cominon English
dictionary)

Accounting The process responsible for identifying the actual costs of delivering IT services, comparing
these with budgeted costs, and managing variance from the budget.

Agreement A document that describes a formal understanding between two or more parties. An agree-
ment is not legally binding, unless it forms part of a contract.

Asset Any resource or capability. The assets of a service provider include anything that could
contribute to the delivery of a service. Assets can be one of the following types: manage-
ment, organization, process, knowledge, people, information, applications, infrastructure
or financial capital.

Attribute A piece of information about a configuration item. Examples are name, location, version
number and cost. Attributes of Cls are recorded in a configuration management database
(CMDB) and maintained as part of a configuration management system (CMS).
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Table A.2 (continued)

ISO/IEC 20000-1:2011
(use as defined in the
common English
dictionary)

ITIL term defined in the ITIL Glossary

Budgeting

The activity of predicting and controlling the spending of money. Budgeting consists of
a periodic negotiation cycle to set future budgets (usually annual) and the day-to-day
monitoring and adjusting of current budgets.

Build

The activity of assembling a number of configuration items to create part of an IT service.

The term is also used to refer to a release that is authorized for distribution, for example,
server build or laptop build.

Business

An overall corporate entity or organization formed of a number of business uhits: In the
context of ITSM, the term includes public sector and not-for-profit organizations, as well
as companies. An IT service provider provides IT services to a customer within a businegs.
The IT service provider may be part of the same business as its customer.@internal service
provider), or part of another business (external service provider).

Capability

The ability of an organization, person, process, application, IT serviceor other configuratipn
item to carry out an activity. Capabilities are intangible asset$\0fan organization.

Contract

A legally binding agreement between two or more parties.

Deployment

The activity responsible for movement of new or changedardware, software, documen{a-
tion, process, etc. to the live environment. Deploymefit is part of the release and deploymdnt
management process.

Design

An activity or process that identifies requirentents and then defines a solution that is able
to meet these requirements.

Developmlent

The process responsible for creating Gy modifying an IT service or application ready for
subsequent release and deployment:Development is also used to mean the role or functipn
that carries out development work:This process is not described in detail within the cdre
ITIL publications.

Emergendy change

A change that must be introduced as soon as possible, for example to resolve a major infi-
dent or implement a security patch. The change management process will normally hayve
a specific procedure for-handling emergency changes.

Escalatioy An activity that obtdins additional resources when these are needed to meet service-level
targets or customer expectations.
Failure Loss of ability'to operate to specification, or to deliver the required output. The term may pe

used when referring to IT services, processes, activities, configuration items, etc. A failire
oftencauses an incident.

Financial jmanagement

A generic term used to describe the function and processes responsible for managing pin
organization’s budgeting, accounting and charging requirements. Enterprise financial mdn-
agement is the specific term used to describe the function and processes from the perspéc-
tive of the overall organization. Financial management for IT services is the specific tefm
used to describe the function and processes from the perspective of the IT service providpr.

Fulfilment Performing activities to meet a need or requirement, for example, by providing a new|IT
service, or meeting a service request.

Governance Ensures that policies and strategy are actually implemented, and that required processes
are correctly followed. Governance includes defining roles and responsibilities, measuring
and reporting, and taking actions to resolve any issues identified.

Impact A measure of the effect of an incident, problem or change on business processes. Impact is

often based on how service levels will be affected. Impact and urgency are used to assign
priority.

Major incident

The highest category of impact for an incident. A major incident results in significant dis-
ruption to the business.

Monitoring

Repeated observation of a configuration item, IT service or process to detect events and to
ensure that the current status is known.
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Table A.2 (continued)

ISO/IEC 20000-1:2011
(use as defined in the
common English
dictionary)

ITIL term defined in the ITIL Glossary

Objective

The outcomes required from a process, activity or organization in order to ensure that its
purpose will be fulfilled. Objectives are usually expressed as measurable targets. The term
is also informally used to mean a requirement.

Operate

To perform as expected. A process or configuration item is said to operate if it is delivering

the required outputs. Operate also means to perform one or more operations. For ¢xample, to
operate a computer is to do the day-to-day operations needed for it to perform-af expected.

Ouyitcome

The result of carrying out an activity, following a process, or delivering ai'IT sgrvice, etc.

The term is used to refer to intended results as well as to actual results.

Pdrformance

A measure of what is achieved or delivered by a system, person, téain, process or|IT service.

Pqlicy

dtodirect
ntation of|

Formally documented management expectations and intentions. Policies are usé
decisions, and to ensure consistent and appropriate development and implem{
processes, standards, roles, activities, IT infrastructure) etc.

Prjiority

A category used to identify the relative importance'of an incident, problem pr change.
Priority is based on impact and urgency, and is,used to identify required times for actions
to be taken. For example, the service-level agieement may state that Priority ¥ incidents
must be resolved within 12 h.

R¢lationship

A connection or interaction between twe.people or things. In business relatiof
agement, it is the interaction between the IT service provider and the business| In service
asset and configuration management, it is a link between two configuration |items that
identifies a dependency or conhegtion between them. For example, applicatigns may be
linked to the servers they run 6n, and IT services have many links to all the corffiguration
items that contribute to thatIT service.

ship man-

Ré¢source

A generic term that includes IT infrastructure, people, money or anything else that might
help to deliver an IT<service. Resources are considered to be assets of an organization.

Risk management

The process responsible for identifying, assessing and controlling risks. Risk mg
is also sometimes used to refer to the second part of the overall process after
been identified and assessed, as in “risk assessment and management”. This pr(
described in detail within the core ITIL publications.

nagement
risks have
cess is not

Sqrvice acceptance cri-
tefia

A set.of criteria used to ensure that an IT service meets its functionality and
quirements and that the IT service provider is ready to operate the new IT serv|
has been deployed.

uality re-
ce when it

Cdtalogue of service§

A database or structured document with information about all live IT serviced including
those available for deployment. The service catalogue is part of the service poltfolio and
contains information about two types of IT service: customer-facing servicds that are
visible to the business; and supporting services required by the service providef to deliver
customer—facing services.

Sqrvice target

A commitment that is documented in a service-level agreement. Service-level fargets are
based on service-level requirements, and are needed to ensure that the IT servide is able to

L - " - Lanl] L Lol CAL A DT L LL L L L £,
TITeet DUSIIEeSS UUJECLIVES. 1 /Tey SIToUlt U SIMAN 1, U UT e Usuuity ouset O Key performance

indicators.

Service reporting

Activities that produce and deliver reports of achievement and trends against service levels.
The format, content and frequency of reports should be agreed with customers.

Status The name of a required field in many types of record. It shows the current stage in the
lifecycle of the associated configuration item, incident, problem, etc.

Test An activity that verifies that a configuration item, IT service, process, etc. meets its speci-
fication or agreed requirements

Urgency A measure of how long it will be until an incident, problem or change has a significant

impact on the business. For example, a high-impact incident may have low urgency if the
impact will not affect the business until the end of the financial year. Impact and urgency
are used to assign priority.
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Table A.2 (continued)

ISO/IEC 20000-1:2011
(use as defined in the
common English
dictionary)

ITIL term defined in the ITIL Glossary

User A person who uses the IT service on a day-to-day basis. Users are distinct from customers,
as some customers do not use the IT service directly.

Utility The functionality offered by a product or service to meet a particular need. Utility can be
summarized as “what the service does”, and can be used to determine whether a service is
able to meet its required outcomes, or is “fit for purpose”. The business value of an IT service
is created by the combination of utility and warranty

Verificatign An activity that ensures that a new or changed IT service, process, plan or other deliveralle
is complete, accurate, reliable and matches its design specification.

Warranty| Assurance that a product or service will meet agreed requirements. This'niay be a formal
agreement such as a service-level agreement or contract, or it may be g-marketing message
or brand image. Warranty refers to the ability of a service to be avdilgble when needed, |to
provide the required capacity, and to provide the required reliability’in terms of continulty
and security. Warranty can be summarized as “how the seryice’is delivered”, and can pe
used to determine whether a service is “fit for use”. The business value of an IT servicq is
created by the combination of utility and warranty.

Workload The resources required to deliver an identifiable pagrtof an IT service. Workloads may pe
categorized by users, groups of users, or functions within the IT service. This is used to assfst
in analyzing and managing the capacity, performauce and utilization of configuration itefns
and IT services. The term is sometimes used as)a synonym for throughput.
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Annex B
(informative)

Correlation of ISO/IEC 20000-1:2011 clauses to ITIL-2011

The correlation of ISO/IEC 20000-1:2011 clauses to paragraphs in ITIL-2011 is intended to provide a
view of the relationships between the two references. Although this correlation cites normatiye clauses
of [SO/IEC 20000-1:2011 and aligns them with ITIL guidance, the correlation itself is infornjative, not
normative. The user should consult the source documents to determine the applicability oftreqyiirements
and informative guidance.

Nqt all ITIL guidance referenced in this Annex is necessary to fulfil the requirements of ISO/IHC 20000-
1:2011. Not all the requirements in a listed ISO/IEC 20000-1:2011 paragraph. anenecessarily dovered in
earh of the associated ITIL sections.

ITIL is a service management framework and includes five ITIL core_publications: Service| Strategy,
Sefvice Design, Service Transition, Service Operation and Continual Service Improvenjent. ITIL
prpvides detailed descriptions of service management processes:dnd practices for creating, flelivering
and improving services. This Annex relates ISO/IEC 20000-1£2011 clauses to sections in th¢ five ITIL
cofe publications. It does not include correlations to the sétof complementary ITIL publicafions that
prpvide guidance specific to industry sectors, organization types, operating models, and t¢chnology
arfhitectures.

In| correlating ISO/IEC 20000-1:2011 and ITIL,{this part of ISO/IEC 20000 applies the [following
methodology.

a)| References are cited from each ISO/IEC.20000-1:2011 clause and subclause requirement to directly
relevant chapter references from the'five ITIL Service Management core publications baged on the
appearance of the same concept, terin, process, activity or outcome. Annex B tables concgntrate on
the most immediately relevant ITIL sections.

b)[ Review the correlation to ‘ensure consistency and completeness, including accuraty of the
quoted titles.

c)| Prepare a reverse correlation from cited paragraphs in the ITIL framework to ISO/IELC 20000-
1:2011, Tables 3,%4,'5 and 6 and correct any obvious conflicts and gaps and to provide a high-level
view of the corkelation.

The correlation\is generally shown to the most appropriate level to clause or paragraphs within
ISQ/IEC 20000-1:2011.

Clausenumbers from ISO/IEC 20000-1:2011 and chapter titles from the ITIL core publications are
oted exactly. Where necessary to more precisely identify the subject of a generic title from the ITIL

Pt 61 6 B S 6 S.

EXAMPLE Subclause 9.3, Risks is cited as 9.3 [Service operation] Risks to distinguish it from numerous other
subsections also entitled “Risks.”

The capitalization of ISO/IEC 20000-1:2011 text is based on normal ISO editorial rules. The
capitalization of ITIL text is that used in ITIL, except that headings are not shown in all capital letters.
To clearly distinguish copyright-protected ITIL material, quoted ITIL titles and text are shown in a
different font and in italics.

The following abbreviations are used throughout Tables B.1 to B.7:

— SS — ITIL Service Strategy publication;
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— SD — ITIL Service Design publication;

— ST — ITIL Service Transition publication;

— SO — ITIL Service Operation publication;

— CSI — ITIL Continual Service Improvement publication.

Several chapters and appendixes in the ITIL core publications have identical text repeated in each
publication, either in the same numbered chapter or in variously lettered appendixes. To avoid
repetition, these repeated sections are cited as [All].

Table B.1 fintroduces the structure and overview of the content of the chapters in the ITIL publicatieps.
It is usefyl to understand Table B.1 before reading the rest of Annex B. For example, Chapter#4.covérs
processed, many of which are the same as processes in ISO/IEC 20000. Table B.1 covers the’genefic
content of the ITIL publications.
Tables B.P to B.7 are more specific about how the process can be used to satisfy the’ISO/IEC 20000
requiremgnts. They show the correlation to ITIL for ISO/IEC 20000-1:2011, Clauses'4 to 9, respectivdly.
Referencgs to a specific requirement in ISO/IEC 20000-1:2011 are shown as {x}, for example {4.1.44}.
Table B.1 — Sections in the ITIL publications and how they/can be used
ITIL Chapgter and Title |Section and explanation Coverage
Chapter 1 Introduction to the specific core publication
Introductjon
1.1 Overview — Purpose, objective, s¢ape, usage, value to the Specific to each cofe
business and target audience for the €ore publication publication
1.2 Context Common to all corg
1.3 ITIL in relation to othewpublications in the Best Manage- publications
ment Practice portfolio
1.4 Why is ITIL so suceéssful?
1.5 Overview of.the content of the core publication Specific to each cote
publication
Chapter 2 Covers the'¢oncepts of service management and services and
, other generic ITIL concepts used in the publication.
Service mgnagement
as a practice
2.1- Services and service management Common to all corg
2.2 Basic concepts publications
2.3 Governance and management systems
2.4 The service lifecycle
Chapter 3 This chapter describes some of the key principles of the core |Specific to each cote

principles

<Service lifecycle>

pubtication that wittemable service providers to ptam Service
management and implement best practices. These principles
are the same irrespective of the organization; however, the
approach should be tailored to circumstances, includes the
size of the organization, geographic distribution, culture and
available resources.

The chapter concludes with a table that shows the major
inputs and outputs for the specific service lifecycle stage with
the other service lifecycle stages. This is useful for under-
standing how to reflect the service lifecycle stages within the
SMS.

pubtication
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Table B.1 (continued)

ITIL Chapter and Title

Section and explanation

Coverage

Chapter 4

<Service lifecycle>
processes

This chapter covers the processes and activities on which the
service lifecycle stage depends and how they integrate with
the other stages of the lifecycle. Each process is covered in the
following sections:

4.x.1 Purpose and objectives

4.x.2 Scope

Specific to each core
publication and each
process

4.x.3 Value to the business
4.x.4 Policies, principles and basic practices

4.x.5 Process activities, methods and techniques. Useful when
designing and implementing processes and procedures.

4.x.6 Triggers, inputs and outputs — Useful for deciding the
approach to be taken for the interfaces between service1nan-
agement processes and their integration with other cémpo-
nents of the SMS (ISO/IEC 20000-1:2011, 4.5.2 Plairi the SMS).
This section also helps with documentation management
(ISO/IEC 20000-1:2011, 4.3) to understand the documents,
including records, required to ensure effectiverplanning, oper-
ation and control of the SMS

4.x.7 Information management

4.x.8 Critical success factors and kéyperformance indicators. —
Useful for planning how the effectiveness of the SMS and the
services will be measured, audited, reported and improved.
(ISO/IEC 20000-1:2011, 4.5.2).

4.x.9 Challenges, risks aud critical success factors

Chapter 5

Sgecific to each core
pyblication

Service Strategy — Service strategy, governance, architecture
and ITSM implementation strategies

Service Design=— Service design technology related activities

Service Transition — Managing people through service transi-
tions

Serpice Operation — Common service operation activities.

€ontinual Service Improvement—- Continual service improve-
ment methods and techniques.

These chapters are useful for establishing and improving best
practices for a service lifecycle stage. ITIL Service Strategy
includes guidance on creating a strategy to implement service
management that is useful for ISO/IEC 20000-1:2011, 4.5
Establish and improve the SMS.

The common service operation activities in ITIL Service

Specific toleach core
publication

O 43 H Lol 1 £l deaxzill £ 1o £l
UlJCl dUIUIT ITICIUUT CAClllllJlCD UL LIIT AdUCLUIVIUICOS TTUIIT LIITU ULIIUT
ITIL publications that are performed on the Service operation
lifecycle stage.
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Table B.1 (continued)

ITIL Chapter and Title |Section and explanation Coverage

Chapter 6 Chapter 6 in each ITIL core publication covers the organi- Common text: ge-
zational roles and responsibilities that can be considered to neric roles, compe-
manage the < service lifecycle > stage and processes. The roles |tence and training.
can be combined to fit into a variety of organizational struc-
tures. The generic roles are service owner, process owner,
process manager, process practitioner. Examples of organiza-
tional structures are included. The last section in Chapter 6 of

aach caora nublication ~ouarc Comnatancaand training
eacR-core-pHpHeatiof-€coverssompetenceaha g

Organizing for <service
lifecycle stage>

Other sections:
specific to each core
publication.

The ITIL Service Operation publication also covers the fol-
lowing functions: Service desk, IT operations management,
Technical management, Application management..

ISO/IEC 20000-1:2011 does not include requirements for
specific organizational structures and responsibility. Service
providers with very differing organizational structures can be
certified to ISO/IEC 20000-1:2011. Chapter 6 can be useful to
support the ISO/IEC 20000-1:2011, Clause 4 requirements/on
authorities and responsibilities and human resource manage-
ment.

Chapter 7 This chapter in each core publication provides recomithenda- |Specific to each cote
tions for the use of technology and the basic requirements a publication
service provider will need to consider for service automation
and service management tools to support thie service lifecycle
stage and processes within the core publication. It can be used
for the ISO/IEC 20000-1:2011 requiréments to plan the tech-
nology used to support the SMS.

Technolog,
Considerations

~

Chapter 8 For organizations new to ITIL, gr.those wishing to improve their |Specific to each cofe
maturity and service capability, this chapter outlines effective publication

Implementing the <service ways to implement the <service lifecycle stage>.

lifecycle
stage>

Chapter 9 Helps organizationsto understand the challenges, risks and  |Specific to each cofe
critical success factors that could influence their success. The |publication
chapter discusses typical examples of these for the specific
lifecycle stage.

Challengej, risks and
critical sugcess factors

Appendicgs The appendices provide working templates and examples of how
the practices within the core publication can be applied. Each
cambe adapted within any organizational context. The following
appendices are common across the core publication.

Appendix Contains a list of external methods, practices and frameworks SS — Appendix D
Related Gdidance t_hat _allgn with ITIL best practice. Common across the core pub- |SD — Append_lx N
lications. ST — Appendix C

SO — Appendix A
CSI — Appendix A

Appendix Basic injormation about commonly tused approaches to the SS— Appendix E
: assessment and management of risk. Common across the core SD — Appendix M
Risk assessment and o X
publications. ST — Appendix B
management

SO — Appendix G
CSI — Appendix C

Appendix Identifies some of the major inputs and outputs between each SS — Appendix F
stage of the service lifecycle. SD — Appendix O
ST — Appendix D
SO — Appendix [
CSI — Appendix D

Examples of inputs and
outputs across the
service lifecycle

Abbreviations and glossary (subset) All core publications
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Table B.2 — Correlation of ISO/IEC 20000-1:2011, Clause 4, to ITIL-2011

ISO/IEC 20000-1:2011
clause

ITIL core
publication

ITIL core publication reference

4.1.1 Management
commitment to planning,
improving the SMS and
services

S§1.1

Overview — Explains that the purpose of the service strategy stage
of the service lifecycle is to define the perspective, position, plans
and patterns that a service provider needs to be able to execute to
meet an organization’s business outcomes. It includes the generic
principles and processes of service management to enable them to
be applied consistently to the management of IT services. This helps

4 L. Llaos 1 et 4 1k i
CUSTTOW TITdt UITICT U TS tO P TITAa I TA g CTITCITU CUTITITITCITTCTTTS

S554.1

Strategy management for IT Services process — Includés hqw to
define and maintain an organization’s strategy, whichis astrategic
plan designed to achieve defined objectives. The.purpose ¢f the
service strategy is to articulate how a service provider wi|l enable
an organization to achieve its business outcomes. This car] provide
evidence of the service provider’s commitment to planning, estab-
lishing, implementing, operating, monjtoring, reviewing, maintain-
ing, and improving the SMS and the services.

S§5

Service strategy, governance, architecture and ITSM implementation
strategies — Explains aspects of service strategy as they relate to
the business, and the overallimplementation of IT servicelmanage-
ment.

556

Organizing for serviceStrategy — Includes the general congepts of
organizing for seryice management in relation to service dtrategy
and the related’processes and practices.

S5 8

Implementing service strategy — Covers how strategic posjtions and
perspectives are converted into strategic plans and patternns with
goals and'objectives for execution through the service liferycle.

SD 3.1.6

[SerVice strategy principles] — Setting direction, policy and|strategy
[forIT services — Explains the role and responsibilities of § commit-
tee consisting of senior management roles from the busingss and
IT organizations. This committee has the overall accountgbility for
setting governance, direction, policy and strategy for IT s¢rvices
which form a critical element of the overall service management
system of the service provider. Many organizations refer tp this
group as the IT strategy or steering group (ISG).

b

.2 Service
mpnagement policy

S§3

Service strategy principles — Describes the terminology arld key
principles which form the building blocks of service stratdgy best
practice. These principles include the policies and governgnce
aspects of the service strategy lifecycle stage and activitigs to
achieving their objectives.

Any 4.x.4.1

[Any process] — Policies, principles and basic concepts — Inlcludes
examples of policies for that process. In ITIL, policies are ysed to
direct decisions, and to ensure consistent and appropriatq develop-
ment and implementation of processes, standards, roles, activities,

I'l Infrastructure, etc.

4.1.3 Authority,
responsibility

556.8.5

[Organizing for service strategy] — Service strategy roles — De-
scribes a number of roles that need to be performed in support of
the strategy management process to demonstrate top management
commitment.
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Table B.2 (continued)

clause

ISO/IEC 20000-1:2011

ITIL core
publication

ITIL core publication reference

556
SD 6
ST6
S06

LCT £

Organizing for <service lifecycle stage> — Includes the generic

roles that apply across the service lifecycle and specific roles for
the <service lifecycle stage> . This chapter describes the RACI
model or “authority matrix” that is often used within organizations
to clearly define the roles and responsibilities in relation to pro-
cesses and activities.

CTOT O

SS 6 covers aspects that concern top management: organizational
development, organizational change, organizational departmenta
ization, organization design, functions and a logical organjzation
structure for an IT service provider.

4.1.3
Communi

Ccation

Any 2.1.5

[Service management as a practice] — Stakeholders in service man-
agement — Includes the many different stakeholders-both internall-
ly and externally to the organization.

§54.5

[Service strategy processes] — Business relationship management —
Includes the role of the process and commuiiication with custome}'s
throughout the service lifecycle.

ST 5.1

[Managing people through service transitions] — Managing commu
nications and commitment — Covers'the communications required
during any service transitionchange process. This can help to es-
tablish and implement documeénted procedures for communicatioh.

50 3.6

[Service operation pringiples] — Communication — Introduces the
need for good commuhjeation and the principle that all communida-
tion should have afiintended purpose or a resultant action.

SO
Appendix B

Communication.inservice operation — Covers different types of
communicatiorn that can help to establish and implement document-
ed procedures for communication.

represent

4.1.4 Matnagement

htive

556.8.6.3

[Organizing for service strategy] — IT director or service man-

agement director — Covers appointing an IT director or service
management director to be responsible for all of its ITSM process¢s
and/or to establish a service management office.

ST 4.3.4.4

[Service asset and configuration management process] — Asset
management — Includes managing fixed assets that have a financjal
value, software asset management including licences {4.1.4d}.

4.2 Gove
processes
other part

‘nance of
operated by
ies

§53.7.4

[Service strategy principles] — Service provider interfaces — Ex-
plains how to support the development of sourcing relationships
in a multi-vendor and service provider environment. A service
provider interface (SPI) is a formally defined reference point whig
identifies some interaction between a service provider and a user,
customer, process or one or more suppliers. SPIs are generally usdd
to ensure that multiple parties in a business relationship have the
same points of reference for defining, delivering and reporting

=2

SErviCces.

SD 4.3

Service-level management process — Covers how to plan and prior-
itize process improvements with customers acting as suppliers and
internal groups.

SD 4.8

Supplier management process — Covers how to work with partners/
suppliers to plan and prioritize improvements,
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Table B.2 (continued)

ISO/IEC 20000-1:2011
clause

ITIL core
publication

ITIL core publication reference

4.3 Documentation
management — activities

ST4.7

Knowledge management process — Covers how to manage and main-
tain a service knowledge management system (SKMS), including
controlled access to knowledge, information and data appropriate
for each audience. The SKMS contains many different types of data,
information and knowledge. The process includes activities to gath-
er, analyze, store, share, use and maintain knowledge, information

and data theounaghaont tbha carvicn neavidar arganigation
SHer-aatatHeHEh SeFviee-proev

o Srrotreee pProvatror SOTrZoeroTtT

~

.B Documentation
mpnagement —
dgqcuments and records

All2.4.2

[Service strategy principles] — The service portfolio — Desg¢ribes the
complete set of services that is managed by a serviee provjder in-
cluding the service pipeline, service catalogue and rétired|services.

All 4.x.6

Triggers, inputs and outputs — Defines thednputs and outguts, with
the documents and records required to-ensure effective planning,
operation and control of the SMS for €ach process.

$53.9

[Service strategy principles] — Service strategy inputs and qutputs —
Covers the main outputs from.service strategy e.g. the visjon and
mission, strategies and strategic plans, the service portfoliio, change
proposals and financial infermation. The outputs include the doc-
umented policy and objectives for service management {4|3 a}, the
service managementplan {4.3 b}, documented processes {}.3 f},
procedures and records {4.3 g} and additional documents4.3 h}.

§§54.2

Service portfolie’management process — Describes the doqumenta-
tion and infermation for complete set of services that is mpnaged
by a servicéprovider. The service portfolio, consists of a sprvice
pipelineyservice catalogue and retired services.

SD 4.2

Service catalogue management process — Includes how to ¢reate
and maintain the service catalogue. This is a database or gtruc-
tured document with information about all live services, ipcluding
those available for deployment {4.3.1 d}.

SD 3.7.4

[Service design principles] — Designing processes — Includ¢s how to
design a process and the process documentation {4.3 f}.

SD3712

[Service design principles] — Service design inputs and outputs —
Covers the main inputs to service design are requirement$ for

new or changed services. The main output of service design is

the service design package, which includes all of the information
needed to manage the entire lifecycle of a new or changed|service.
It includes updates for the catalogue of service {4.3d}, dochmented
SLAs {4.3 e}, documented processes {4.3 f}, procedures anfd records
{4.3 g} and additional documents {4.3 h}.

SD
Appendix C

Process documentation template — Includes typical contenjt of a
process specification or framework. .

SD

Appendix D

Destgmarnd ptaning docamernts ad thetrcomtermt—Tnctudes design
and architectural documents and standards, IT plans and service
management plans.

ST3.2

[Service transition principles] — Service transition inputs and outputs
— Includes a service design package, which includes all of the infor-
mation needed to manage the entire lifecycle of a new or changed
service. The main output is the deployment into live use of a new or
changed service, with all the supporting knowledge and infor-
mation, tools and processes required to support the service. This
includes documented processes {4.3 f}, procedures and records

{4.3 g} and additional documents {4.3 h}.
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Table B.2 (continued)

ISO/IEC 2
clause

0000-1:2011

ITIL core
publication

ITIL core publication reference

ST4.3

Service asset and configuration management process — Covers how
to records and maintain information about the assets required to
deliver the service. This information includes details of how the
assets have been configured and the relationships between assets.

ST4.7

Knowledge management process — Explains how to ensure that
reliable and secure knowledge, information and data are available

throughout the service lifecycle

50 3.8

[Service operation principles] — Service operation inputs andoutpuls
— Includes documented processes {4.3f}, procedures and records
{4.3 g} and additional documents {4.3 h}.

CS13.12

[Continual service improvement principles] — Contintal service
improvement inputs and outputs — Includes documented processe
{4.3 f}, procedures and records {4.3 g} and additional documents
{4.3 h}.

4.4.1 Pro
resources

yision of

5544

Demand management process — Includesthow to understand, anti¢i-
pate and influence customer demand(for services and the provisidn
of capacity to meet these demands. it works closely with the capagi-
ty management process to ensure the service provider has capacify
to meet the demand.

SD 4.5

Capacity management procéss — Explains how capacity manage-
ment is supported initially-in service strategy where the decisionj
and analysis of business requirements and customer outcomes
influence the development of patterns of business activity, lines o
service and service options. The process extends across the servi¢e
lifecycle and prevides the predictive and ongoing capacity indica-
tors needed®o align capacity to demand.

resources

4.4.2 Humpan

$56.10
SD 6.5
ST 6.6
506.9
CSI 6.6

These sections are the same in all the ITIL publications. They covd
Organizing for <service lifecycle stage> including the competence
and\sKills for service management and training.

—

4.5.1 Def]
SMS and §
delivered

ne scope —
ervices to be

SS.41

Strategy management for IT services process — Covers how to defije
the overall strategy of services, what type of services to include in
the service portfolio, the objectives for investment and the marke
spaces which will be targeted.

§§54.2

Service portfolio management process — Includes activities to invefs-
tigate and decide on which services to provide, based on an analygis
of the potential return and acceptable level of risk. It covers main
tenance of the definitive portfolio of services covering all servicesg
a service provider plans to deliver, those currently delivered and

those that have been withdrawn from service.

4.5.1 Define scope —
factors affecting the
services to be delivered

55 3.4.1

[How to define service] — Step 1: Define the market and identify cus-
tomer — Covers defining the market by considering various factors
and criteria: geographical {4.5.1 a, b}, industry{4.5.1 b}, demograph-
ic{4.5.1 b}, corporate relationships {4.5.1 b}.

50 3.1.4.4

[Functions within service operation] — Application management —
Describes the management of applications {4.5.1 c}.

S0 5.3t0 5.11

[Common service operation activities] — Describes the management
of various technologies including: Server and mainframe, Network,
Storage and archive, Database administration, Directory services,
Desktop and mobile devices, middleware, web/internet, facilities
and data centre management {4.5.1 c}.
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Table B.2 (continued)

ISO/IEC 20000-1:2011
clause

ITIL core
publication

ITIL core publication reference

4.5.2 Plan the SMS (Plan)

Any 2.3

Governance and management system — Covers the role of govern-
ance and management systems when planning an SMS to achieve
the service management objectives and fulfil the service require-
ments within the known limitations {4.5.2 a, b, c, d}.

Any 6

Organizing for <service lifecycle stage> — Describes the authori-
ties and RACI model or ‘authority matrix’ that can be used within

organizations to clearly define the roles and responsibilities in
relation to processes and activities {4.5.3 e}.

S§54.1

Strategy management for IT services process — Includes hagw to
ensure that the service strategy articulates how'a serviceprovider
will enable an organization to achieve its business outconges. It es-
tablishes the criteria and mechanisms to decide which services will
be best suited to meet the business outcemes and the mosg effective
and efficient way to manage these serviees.

The process includes the following:

— strategic assessment activities that establishes the objectives
{4.5.2 a};

— activities to generate a documented service strategy that in-
cludes:

— service portfoelio {4.5.2¢],

— financiaVmanagement {4.5.2 e},

— servic€ design requirements to ensure services wil
objectives{4.5.2c,d, e, f, g, h,1i,j, k},

— serwice transition requirements to build, test and v
the services {4.5.2 b, g}, and

—L/)service operation requirements to ensure services jre effec-
tively managed {4.5.2 b, g, k};

meet

lidate

— continual service improvement activities that measur¢ and
report the service achievements; identify any gaps betwegn the ser-
vice requirements and delivery reported with actions for jmprove-
ment {4.5.21}.

§55.2

Establishing and maintain a service management system — |Covers
adopting an SMS as a strategic decision for an organizatioh and its
relationship with other management systems.

S$§5.6

Creating a strategy for implementing service management grocesses
— Includes how to define a strategy for implementing theservice
management processes.

SD 3

n in the
t system
ly such

Service design principles — Covers the role of service desi
design of the service provider’s overall service managem
and the many aspects required to deliver services effecti
as processes, architectures and tools.

§59.2

[Challenges, critical success factors and risks] — Risks — Includes
examples of risks such as inaccurate information, the risk of taking,
or failing to take, opportunities, design risks, operational risks,
market risks, .

SS
Appendix E

Risk assessment and management — Contains basic information
about several broadly known and used approaches to the assess-
ment and management of risk.

CSI14.1.5

The seven step improvement process — Includes how to measure
report and improve the SMS and the services {4.5.2 1}.

All
Appendices

Risk assessment and management — Contains basic information
about several broadly known and used approaches to the assess-
ment and management of risk.
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Table B.2 (continued)

ISO/IEC 20000-1:2011
clause

ITIL core
publication

ITIL core publication reference

4.5.3 Implement and
operate the SMS (Do)

All Chapter 4

Cover activities for the management of the service management
processes, {4.5.3 e}. Each process covers Information management,
{4.5.3 c}.

All Chapter 6

Organizing for [name of each ITIL lifecycle publication] — Covers
authorities, roles and responsibilities {4.5.3 b} and aspects of man-
aging human resources {4.5.3 c}.

All Chapter 7

Technology considerations — Covers the requirements and rec-
ommendations for the use of technology for service management
{4.5.3 c}.

All Chapter 9.2

[Challenges, risks and critical success factors] — Risks —~Includes
the risks that could influence a service provider’s success. This ca
help a service provider to identify, assess and mainage risks to the
services {4.5.3 d}.

=}

554.3

Financial management of IT Services process)—'Includes allocating
and managing funds and budgets {4.5.3a}.

503.1.4

[Service operation fundamentals] — Funétions within service operas
tion — Provides examples of several'organizational functions that
execute operational tasks. These functions include groups of skill¢d
people who carry out one oranore service lifecycle processes and
activities. They include: Seryice desk, Application management,
Technical management; IT-operations management {4.5.3 c}.

S08

Implementation of service operation — Covers the implementation
considerations whi€h should have been addressed by the time ser:
vice managementprocesses and activities come into operation.

CS14.1

[The seven step improvement process] — Can be used to monitor arjd
report in*the performance of the service management activities
{4.5.3 f}:Step 3 is Gather the data and Step 4 is Process the data.

CSI 8

Implementing continual service improvement — Covers the imple-
mentation of CSI activities around services, and the implementatipn
of CSI around service management processes.

review thg¢ SMS (Check)

4.5.4 M(:Ftor and
— Gener

All
Chapter 4

All the ITIL publications provide suitable methods for monitoring
and measuring the SMS and the processes in Chapter 4.

Any Chapter
9.3

[Challenges, risks and critical success factors] — Critical success
factors — Can help a service provider to identify how to measure
success.

CS14.1

The seven-step improvement process — Discusses the need to defin|
what you will measure after looking at the requirements and the
ability to measure. Step 5 is Analyze the information and data and
Step 6 is Present and use the information.

o

CSI5

Continual service improvement methods and techniques — Includes
guidance on service measurement and service reporting. It includes
how to determine what critical success factors, key performance
indicators and metrics to use. It also covers creating a return on
investment and a business case that can be used in reviewing the
SMS.

4.5.4 Monitor and
review the SMS (Check)
— Internal audit

§§56.32

Service management assessment — Compliance- and maturity-based
assessments — Includes how types of assessment differ and the
circumstances under which each should be used.
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Table B.2 (continued)

ISO/IEC 20000-1:2011
clause

ITIL core
publication

ITIL core publication reference

4.5.5 Maintain and
improve the SMS —
Management review

§§54.1.5

[Strategy management for IT services — Process activities, methods
and techniques] — Strategic assessment — Focuses on the overall
strategy of the organization, and how that relates to services. It
includes a strategic analysis of internal factors and external factors
that can enable top management to review the services at planned
intervals to ensure their continued suitability and effectiveness.

5§55.6.3

Service management assessment — Covers how to confirm|the
current situation, and identify strengths and weaknesses'|It is a tac-
tical assessment focused specifically on what elements of ervice
management are required to meet a specific set of businegs issues
and IT management challenges. A service management as§essment
forms part of the execution of the overall sefzice strategy.

4.p.5 Maintain and
imfprove the SMS (Act)
—| Management of
injprovements

€S0 3.4

CSI register — Covers how to record all.the improvement gpportu-
nities. It provides a structure and visibility to CSI by ensuring that
all initiatives are captured and reeorded, and benefits realized.

Additionally the benefits will be’'measured to show that tHey have
given the desired results.

CSI4.1

The seven step improvementprocess — Includes how to deffne and
manage the steps needéd to identify, define, gather, procegs, ana-
lyze, present and implément improvements. Step 7 is Implpment

improvement.

CSI51.2

Implementatiohdeview and evaluation — Covers an implenpenta-
tion review-and evaluation to determine the effectiveness|of a CSI
improvement programme.

Table B.3 — Correlation of ISQ/IEC 20000-1:2011, Clause 5 to ITIL-2011

ISO/IEC 20000-1:2011
clhuse

ITIL core
publication

ITIL core publication reference

5.1 General

SD 3.11

[Service design principles] — Service design models — Inclydes how
to conduct a review of the current capability and provisiohs with
respect to all aspects of the delivery of IT services. This r¢view pro-
vides a structured mechanism for determining an organigation’s
capabilities and state of readiness for delivering new or r¢vised
services in support of defined business drivers and requijements.

SD 3.12

[Service design principles] — Service design inputs and out-
puts — Covers the main inputs to service design are requirements
for new or changed services. The main output of service design is
the service design package, which includes all of the information
needed to manage the entire lifecycle of a new or changed service.
It includes updates for the catalogue of service {4.3d}, documented
SLAs {4.3 e}, documented processes {4.3 f}, procedures and records

{43 grand additional documents {#.3 nJ.

SD
Appendix A

The service design package — Lists the outputs from the plan-

ning and design activities for new or changed services and it can
support the service provider to ensure that the design enables the
new or changed services to fulfil the service requirements given in
Clauses 5.2 and 5.3.

SD
Appendix B

Service acceptance criteria (example) — Lists criteria for the service
provider to accept or reject the outputs from the planning and
design activities.
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